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MANAGEMENT OF SERVICE 
INNOVATION QUALITY
The relevance of service innovation has been widely acknowledged. Although academic research of service 
innovation has developed for decades, there remains a need for a better understanding of some vital issues. 
This dissertation proposes a framework of service innovation management, specifically in the context of 
online travel agencies. The framework provides academia with a point of departure for future research and 
practitioners with a structured approach. In terms of service innovation quality, this dissertation explores 
the operational performance of service innovation orientated by quality. The results shed new light on 
the area, specifically in healthcare, through integrating two pathways of value creation, and examining 
the contributions of employee groups. Based on empirical settings in tourism, specifically theme 
parks and airlines, this dissertation offers a four-dimensional approach of labeling various service 
innovation categories. The novel categorization simultaneously concerns the degree of change 
and type of change in a model.
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